













	BUSINESS PROCESS:
	CHECKING & ADDING ACCOUNTS CONTACTS AND ENQURIES TO CRM 

	RESPONSIBLE/CRM AUTORITY:
	ALL STAFF/ADVISOR STATUS 




Notes: 
To record activity against projects and enable MI data collection all activities/outputs must be recorded on an/the Enquiry.
Per company it can have a number of Information Enquiries however only one Pledge Enquiry.  
	FUTURE ACTION TO IMPROVE PROCESS/DELIVERABLES:

	Growth Hub (Core)
	1. Integrated IDB template and process
2. Automate Referral process
3. Automate Satisfaction responses



	BUSINESS PROCESS:
	REPORTS & MANAGEMENT INFORMATION

	RESPONSIBLE/CRM AUTHORITY:
	MANAGER STATUS






	FUTURE ACTION TO IMPROVE PROCESS/DELIVERABLES

	Growth Hub (Core)
	4. Enable appropriate other users access to reports

	Growth Hub (Pledge)
	5. Set up view for all users
6. Set up engagement reports for manager
7. Enable Pledge Manager access to reports

	LEP Policy
	8. tbc












	[bookmark: _Hlk19022518]BUSINESS PROCESS:
	MARKETING AND DISTRIBUTION LISTS

	RESPONSIBLE/CRM AUTHORITY:
	MANAGER STATUS




	FUTURE ACTION TO IMPROVE PROCESS/DELIVERABLES

	Growth Hub (Core)
Growth Hub (Pledge)
LEP Policy
	9. Integrate Mailchimp
10. Integrate Eventbrite
11. Integrate Surveymonkey





	BUSINESS PROCESS:
	REFERRAL PROCESS ACROSS PROJECTS

	RESPONSIBLE:
	ALL TEAM MEMBERS
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Inquiry recieved or proactively created with Business


CHECK CRM 
ACTION: is the account/business known? is the contact known? 


Business and Contact  in CRM.
ACTION: update activity and contact preferences and GDPR


Client Activity
ACTION: Record on Account


Account in CRM but not Contact
ACTION: Go to Account and Create new Contact


Delivery Activity, IDB, visits/meetings, telephone calls, emails
ACTION: Record all activity into CRM


Referrals required to other support organisations/stakeholders
ACTION: tag in Enquiry Support Referrals whether signpost or broker


Nothing in CRM
ACTION: Create Account, Create Contact, Create Enquiry if project related


Account in CRM with Live Enquiry
Action: Inform Account Manager on Enquiry any issues/activities arranged


Is the Enquiry  Live or Resolved?  ACTION: CRM change status if required



ACTION : CRM set up -
Views
Charts
Export to excel templates
Create bespoke queries into excel


Ongoing process setting up new/required reports for variety of purpses


MI requirements:
LEP reports
LEP strategy team
 LA Stakeholders 
Referral Programmes
Individuals Performance
Programme Area



Inquiry received or proactively created with Business


CHECK CRM 
ACTION: is the account/business known? is the contact known? 


Business and Contact  in CRM.
ACTION: update activity and preferences


Contact Activity
ACTION: Record on Contact will also by default save to Account


ACTION: Go to Account and Create new Contact


Account in CRM but not Contact
ACTION: Go to Account and Create new Contact


Nothing in CRM
ACTION: Create Account, Create Contact.  Complete all sections on Account and Contact and tag preferences for opting in and GDPR



Growth Hub referring to


The Pledge


Appropriate Pledge Facilitator/Enterprise Coordinator 


Digital Skills Partnership


GH advisor tag as referral on Enquiry


GH advisor tag as referral on Enquiry


Refer to Sarah Williams via email



The Pledge referring to


Growth Hub


Appropriate Pledge Facilitator/Enterprise Coordinator 


Digital Skills Partnership


Refer to Sarah Williams via email



Digital Skill Partnership referring to


The Pledge


Appropriate Pledge Facilitator/Enterprise Coordinator 


The Growth Hub


DSP advisor tag as referral on Enquiry


DSP advisor tag as referral on Enquiry


Refer to Kerry Hall via email
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